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PENGARUH PROGRAM CUSTOMER RELATIONSHIP 
MANAGEMENT “DISCOVER WEEKLY” PLAYLIST SPOTIFY 
TERHADAP LOYALITAS PELANGGAN 
 (Survei pada followers akun Twitter Spotify Indonesia 
@SpotifyID) 
Oleh : Caecilia Erinna Zenny Khostina 
Berkembangnya era teknologi sekarang membuat banyak perusahaan merubah 
strategi bisnisnya. Dalam industri musik khususnya yang sekarang ini mengadopsi 
konsep streaming musik. Salah satu platform streaming musik adalah Spotify yang 
memiliki program personalisasi playlistnya yaitu “Discover Weekly”. Penelitian ini 
ingin mengetahui apakah terdapat pengaruh dari program customer relationship 
management playlist “Discover Weekly” terhadap loyalitas pelanggan dan seberapa 
besar pengaruh tersebut. Metodologi yang digunakan adalah metode kuantitatif 
eksplanatif. Teknik sampling yang digunakan adalah non probability sampling 
dengan jenis purposive sampling. Kuisioner sebagai survei disebarkan kepada 
followers Twitter @SpotifyID dengan sampel sebanyak 325 responden. Data dari 
kuisioner dianalisis dengan menggunakan alat analisis statistik dengan bantuan 
program SPSS versi 25. Hasil penelitian membuktikan bahwa terdapat pengaruh 
antara program customer relationship management playlist “Discover Weekly”(X)  
terhadap loyalitas pelanggan (Y) sebesar 33,2% dan serta terdapat 66,8% faktor lain 
yang mempengaruhi loyalitas pelanggan yang tidak dibahas dalam penelitian ini. 
Kata Kunci : Customer Relationship Management , Loyalitas Pelanggan, 












THE EFFECT OF CUSTOMER RELATIONSHIP 
MANAGEMENT PROGRAM “DISCOVER WEEKLY” PLAYLIST 
SPOTIFY TOWARDS CUSTOMER LOYALTY 
(Survey on the followers of the Twitter account for Spotify Indonesia 
@SpotifyID) 
By: Caecilia Erinna Zenny Khostina 
 
The development of the current technological era has made many companies 
change their business strategies. In the music industry in particular, which is 
currently adopting the concept of music streaming. One of the music streaming 
platforms is Spotify, which has a playlist personalization program called “Discover 
Weekly”. This study wants to find out whether there is an influence from the 
customer relationship management playlist program "Discover Weekly" on 
customer loyalty and how big the influence is. The methodology used is an 
explanative quantitative method. The sampling technique used is non-probability 
sampling with purposive sampling type. The questionnaire as a survey was 
distributed to Twitter followers @SpotifyID with a sample of 325 respondents. Data 
from the questionnaire were analyzed using statistical analysis tools with the help 
of the SPSS version 25 program. The results showed that there was an influence 
between the "Discover Weekly" (X) customer relationship management program on 
customer loyalty (Y) by 33.2% and there were 66 ,8% other factors that affect 
customer loyalty that are not discussed in this study. 
Keywords: Customer Relationship Management, Customer Loyalty, Spotify, 
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